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Volume increase attributed to: 
- Better documentation 
- Organic growth 
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Three Year Elevated Priority & NBD 

Despite the increace in volume, as 
well as elevated urgencies, ITO 
teams were able to provide on 
time delivery and decrease the 
missed NBD to only 16% 
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Percentage of Elevated Priority CRs 

Elevated Routine

43% of 2014's CRs were elevated 
priority changes. 
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ITO's volume of includes  a % of 
CRs initiated on behalf of the 
customer (e.g. child CRs to a 
project or parent CR). 
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The year broken by QRTs to reflect the 
distribution of elevated priority 
changes throughout the year. 
 
Q2 has seen the highest volume of 
ECRs compared to Q1, while Q1 had 
the highest volume of Urgent CRs. 
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Majority of 2014 CRs were 
successfully closed. 
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Production Support had the 
majority of Missed NBD CRs, 
which is attributed to them 
being the team which handles 
the highest volume of ECRs. 


